Kansas City’s Citizen

Survey: A Seriously Big
Feedback Loop

Julie Steenson

Deputy Performance Officer, Office of the City Manager
City of Kansas City, Missouri
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KCMO’s Cltlzen {z‘;urvey The Deets
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98 questions covering basically all citizen-
facing city services
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Why we do a citizen survey

* Aggregate voice of the customer

* Best-practice, outcome-oriented metric
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“Thig) Citizen Survey is theiimeasure of

Aprofitability forsour oj;,ganlzatlon
| :..‘-'!_'rco Seliultea@iyalVentager, Kansas City




Key Points:

#1: Surveys are about outcomes

#2: Need leadership support
#3: Use the data everywhere!
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KCMO Using the
Survey Data
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City of
Kansas City,
Missouri

We use the survey to help set
priorities, analyze trends, compare
benchmarks, target resources and

demonstrate community momentum



Category of Service Importance Satisfaction I-S Rank

Mowing/tree trimming along city streets 21% 49% 1
The city's youth athletic programs 13% O @ 2
Walking and biking trails in the City ' %}x 3
Maintenance of City parks O Ox@ 71% 4
Maintenance of boulevards S 4% 66% 5}
Programs/activi i@v%y ers 9% 48% 6
Cit @ i@o - bgrams 7% 41% 7
Reas vablene J of fees charged for rec prgms 7% 45% 8
Qualityof communication from Parks 6% 41% 9
Quality of facilities (shelters/playgrnds) in prks 11% 66% 10

CODE for AMERICA
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80%

Trends o .
& 40%

Benchmarks

FY2011 FY2015

e=Snow Removal
---Big City Benchmark
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Target resources
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>»Where do we send
the 311 van first?

»THE SURVEY WILL
TELL US!
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The other super cool
things you can do with
survey data
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L LIFE EXPECTANCY BY 21p
CODE. KANSAS CITY, MO 2008-2012

2. OPERATING EXPENDITURES
BY CITYWIDE GOAL AREA

N

.
2
/ W)
- = { Vs \
L L 4 "’ L
3 IR SmAsACION wiru veRAL vaLeE . pove
TAAP Yoo bhese 008 v 6% B Pties Kangg q 4 [ /‘ % [
w0 Feny ‘ > 7
£\ f
7 i
/ A
NS 7
), I ]
: /Y
\ 7
I
1]
J
7 gl
7. PROPERTY VIOL
CREATED EACH WE. . . 1 \
N /\
¥ 1 2
A !
)
4
74




Everybody is a
“Survey Expert”

Challenges e It takes time & $

% |t cannot stand
alone
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Key Takeaway.

If you are not doing a citizen survey
IN your city, you are missing an
engagement opportunity!
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